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Key to Icons

The following icons may be used in this Learner Guide to indicate specific functions:
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Books
	This icon means that other books are available for further information on a particular topic/subject.
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References
	This icon refers to any examples, handouts, checklists, etc…
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	This icon represents important information related to a specific topic or section of the guide. 
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	This icon helps you to be prepared for the learning to follow or assist you to demonstrate understanding of module content. Shows transference of knowledge and skill.
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Exercises
	This icon represents any exercise to be completed on a specific topic at home by you or in a group.
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Tasks/Projects
	An important aspect of the assessment process is proof of competence. This can be achieved by observation or a portfolio of evidence should be submitted in this regard.
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	An important aspect of learning is through workplace experience. Activities with this icon can only be completed once a learner is in the workplace
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	This icon indicates practical tips you can adopt in the future.
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Notes
	This icon represents important notes you must remember as part of the learning process.


Learner Guide Introduction

	About the Learner Guide…
	This Learner Guide provides a comprehensive overview of the ACCOMMODATE AUDIENCE AND CONTEXT NEEDS IN ORAL COMMUNICATION, and forms part of a series of Learner Guides that have been developed for NATIONAL CERTIFICATE: OCCUPATIONAL HYGIENE AND SAFETY ID 79806 LEVEL 3 – 144 CREDITS.The series of Learner Guides are conceptualized in modular’s format and developed for NATIONAL CERTIFICATE: OCCUPATIONAL HYGIENE AND SAFETY..They are designed to improve the skills and knowledge of learners, and thus enabling them to effectively and efficiently complete specific tasks. 

Learners are required to attend training workshops as a group or as specified by their organization. These workshops are presented in modules, and conducted by a qualified facilitator.

	Purpose
	The purpose of this Learner Guide is to provide learners with the necessary knowledge related to NATIONAL CERTIFICATE: OCCUPATIONAL HYGIENE AND SAFETY 



	Assessment Criteria
	The only way to establish whether a learner is competent and has accomplished the specific outcomes is through an assessment process. 

Assessment involves collecting and interpreting evidence about the learner’s ability to perform a task.

This guide may include assessments in the form of activities, assignments, tasks or projects, as well as workplace practical tasks. Learners are required to perform tasks on the job to collect enough and appropriate evidence for their portfolio of evidence, proof signed by their supervisor that the tasks were performed successfully. 

	To qualify
	To qualify and receive credits towards the learning program, a registered assessor will conduct an evaluation and assessment of the learner’s portfolio of evidence and competency

	Range of Learning
	This describes the situation and circumstance in which competence must be demonstrated and the parameters in which learners operate

	Responsibility
	The responsibility of learning rest with the learner, so:

· Be proactive and ask questions,

· Seek assistance and help from your facilitators, if required.
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UNIT STANDARD NUMBER        : 
8968
LEVEL ON THE NQF

: 
3 

CREDITS


: 
5

FIELD



: 
Communication Studies and Language

SUB FIELD


: 
Language
	PURPOSE:

	Learners at this level are aware of their audiences and purposes for communication. They adapt their style and language register to the requirements of different situations. They are able to listen and speak/sign confidently in both formal and familiar settings. They can articulate their purposes and reasons for the adoption of a particular register and style in any situation. They can usually identify the assumptions and inferences implicit in what people say/sign and how they say/sign it. 
Persons credited with this unit standard are able to:
· Interact successfully in oral/signed communication

· Use strategies that capture and retain the interest of an audience

· Identify and respond to manipulative use of language

	LEARNING ASSUMED TO BE IN PLACE:

	The credit calculation is based on the assumption that learners are already competent in terms of the following outcomes or areas of learning when starting to learn towards this unit standard: the NQF Level 2 unit standard, entitled Maintain and adapt oral/signed communication.


	1.1.  INTRODUCTION.


When communicating, whether verbally or in written form, one of the first decisions to be made is what the best way is to communicate the information you have.

In the modern technological world, the ways in which people can communicate are varied. Despite these many communication options, there are times when a particular form of communication is appropriate and other times and contexts when it is very inappropriate. What is important to consider when deciding what form of communication that you are going to use, is your audience – those who will be receiving your communication. 

	ACTIVITY 1

	In groups of 2 or 3, identify as many ways to communicate business information as you can. Then decide in what situation each particular communication form could best be used.


	1.2. CHANNELS OF COMMUNICATION


Here are two key questions to consider when deciding upon the most appropriate communication form:
1. Who is my audience? Who am I addressing? Friend or superior? Colleague or client?

	ACTIVITY 2

	Explain how the audience will affect your communication.




Asking yourself “who is my audience” - will help you decide upon the type of language to use and whether you will need to approach the particular person in a formal manner or whether an informal approach will be more effective. This, in turn, will have a very real impact on the language you use; in other words whether business language is required, or whether you can use “ordinary”, common language.

Choosing between common and more sophisticated language is called register – the particular style and type of language that is used in different situations.

As an example, a computer technician cannot use all his technical language and terminology to explain a computer fault to an ordinary customer. However he will be able to use this language when speaking to another computer technician. We have all experienced this - where we have asked someone who knows a lot about computers to help us with a small problem only to be given an answer that means nothing to us! This type of “specialized language and vocabulary” is known as jargon. In terms of etiquette, it is very impolite to use jargon when there are people around who cannot understand it.

	ACTIVITY 3

	Take a moment to think about this. Do you agree that use of jargon outside of the group of people who understand it is not very polite?


Another example is a job interview. Which would be the more effective communication style and use of register in the following two situations?

Sipho, a job applicant, walks into the interview room and addresses the interview panel by saying:

“Howzit! I’m Sipho, cool to meet you!”

Themba, a job applicant, walks into the interview room and addresses the interview panel by saying:

“Good afternoon. My name is Themba Gumede. It’s a pleasure to meet you.”

It is not difficult to decide who communicated in a more appropriate manner in this situation! But, let’s say that these two men said the same thing at a very relaxed pool party where they were meeting someone for the first time.

Do you see how Sipho would be communicating more appropriately in this situation than Themba would be?
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It is important to realize that neither man was incorrect in the language that he used in the two different situations. But, there was certainly a more appropriate way to address the people they were speaking to.

Then we need to think about the purpose of the communication.
This will help you decide on the most appropriate medium of communication to use. When we discuss MEDIUM, we are talking about the WAY the communication takes place – will it be via e-mail, face-to-face, sms, telephonically, etc. 

Things that need to be considered are whether the communication needs to be personal and intimate. If so, a face-to-face meeting or telephone call will be more appropriate than an e-mail or sms.

However, if you need to communicate information quickly and efficiently, an e-mail or sms will be more appropriate and time efficient than a face-to-face meeting.

Once again, it is important to realize that there is no right or wrong form of communication, but there are appropriate and inappropriate uses of these forms of communication. 
	ACTIVITY 4

	Situation 
	Form of communication

	You have to take time off work.


	

	Invite someone to the movies
	

	Invite your boss to dinner
	

	Cancel an insurance policy
	

	Request a meeting with your superior
	

	Send greetings to a friend
	

	Apply for a loan
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Assessment Exercise: With a partner, think about the way you answer your cell phone and then consider the way you would answer the phone in the office at the labour centre. Explain why you would do this.

	CHANNELS OF COMMUNICATION


In terms of what has been discussed i.e. the audience for the communication, the way in which we need to communicate and the purpose of the communication, it is time to turn our attention to channels of communication and the use of appropriate communication within these channels.

What are channels of communication?

Before we answer this is, let’s first take a look at the structure of your organisation.
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Assessment Exercise: In groups of 4 or 5, draw an organogram of your organisation in which you show the various levels of the organisation, from senior management to middle management and so on.
	


Look at this organogram and that of any organisation and you will see that if people are to communicate effectively in an organisation, it is vitally important that they know who to speak to in any given situation.

The organogram will also show you that communication channels are closely linked to organizational levels and the most effective organizations have structures in place in which communication travels from one level to the next level - up or down and so on, until it reaches the correct level.

In simple terms, using the correct channels means that communication moves through the various organizational levels until it reaches the right person. 

Though this may sound as if the communication process will be slowed down as the message travels up or down from one level to the next, in fact quite the opposite occurs, as the message arrives at the appropriate person without being “bounced” back and forth from one person to another.

[image: image20.jpg]


Assessment Exercise: Based on your understanding of communication channels, get together in groups of three and discuss the benefits for an organisation, if correct channels of communication are followed.

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

If channels of communication are not followed, the results are usually negative and can result in any (if not all) of the following:

· Action is delayed, because the appropriate people receive information late

· Communication “bottlenecks” occur at certain levels within the organizational structure (often at senior management level)

· Frustration often results for all parties concerned.

In general you will find that when messages of an everyday nature need to be transferred from senior management level to the general workforce, this communication will be sent via middle management.

This does not mean that the general workforce is not important to senior management, but rather that communication is quicker when the message travels along the pyramid i.e. from a few people (in this case, middle management) to many (the general workforce). It is easier for middle management to plan and co‑ordinate a meeting with staff as a whole, than it is for senior management.

However, this does not mean that senior management is unable to bypass middle management to communicate information to staff. It is good management practice for senior management to personally address staff, particularly for very important messages.

Does the same apply for staff wishing to communicate with senior management?
If staff bypasses a level towards senior management, the result is, inevitably, that they are sent back to the level they bypassed!

The truth is that when communication moves upwards through the various levels of an organisation, it generally requires movement from one level to the next.

Take a look at this example.
John and a few of his friends work for a huge multi-national company and are unhappy that the staff kitchen only provides tea and not coffee.
They decide to set up a meeting with the Financial Director and CEO, saying that they have a grievance and demand to be heard.

What is wrong with this situation?
Clearly, they are taking a minor complaint to very inappropriate members of senior management.

So, what should they have done?
How do you think these two members of senior management would react to John and his friends?

	ACTIVITY 5

	John and a few of his friends work for a huge multi-national company and are unhappy that the staff kitchen only provides tea and not coffee.

They decide to set up a meeting with the Financial Director and CEO, saying that they have a grievance and demand to be heard.

Let’s say they had a legitimate complaint that needed to be addressed by these two individuals. What course of action should they take in order for their communication to succeed?


In your position as a learner ESP in a labour centre, you will have realised that this position involves a large amount of communication. However, you will also know that each communication is different.

	ACTIVITY 6

	a) List the people with whom you communicate with in the labour centre on a regular basis.

b) Do you communicate in exactly the same way with each of these people? Give reasons for this.


So what does this mean?
Looking at what you have answered in these 2 questions, it should be obvious that, as a learner ESP, a great deal of your job will involve communication. You may have to prepare reports (written communication) and present them (oral communication).
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What we will now do is look at techniques and strategies to use to ensure that YOUR presentation is the best that it could possibly be!

Remember that this might be the first presentation that you have had to do; however, it is likely that you will do many more in the future. 

So, why PRESENTATION skills?

“Whether it’s speaking at your daughter’s wedding, a presentation to a group of businessmen, a presentation to the bank manager or, in fact, selling your product or service, every person must be groomed in the art of presentation.”

(Acknowledgement: Chamber Digest 21/97:6)

This is a skill, which while very necessary, still worries many of us. Not everyone has the ability (or the desire) to speak to an audience - prepared or unprepared, big or small. In fact, it is something many find difficult and some even dread. There are few worse feelings than rising to your feet to face an audience feeling nervous, vulnerable and not confident at all. 

	ACTIVITY 7

	a) As you have already been told, you will need to do a presentation. What is it about doing a presentation that worries you the most?

b)  What should you do before a presentation to ensure that it is successful?


In business and even in your position as a learner ESP, you will find that the purpose of a presentation is usually that we want the audience to do something as a result of hearing what we have said. However, this makes the process sound very simple. The truth is that the future of a project can depend on the way in which it is presented to relevant stakeholders.

It there are a number of errors in your presentation, the impact of your presentation will be lost. If your presentation includes a slide show, an obvious error such as getting the slides in the wrong order or showing one upside down is a problem. But something as small as the choice of a single incorrect word is just as unprofessional and will create the wrong impression. 

So what makes a good presenter?
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Assessment Exercise: You will no doubt have seen someone who is a good presenter. You may also have been part of an audience where someone made a poor presentation. Complete the table below by writing down those things that made for a poor or good presentation.

	Good presentation
	Poor presentation

	
	

	
	

	
	

	
	

	
	

	
	

	
	


There certainly are tricks and techniques – just as with many other skills. But it is not a mechanical thing. It needs confidence. It involves skills that allow you to read your audience and answer questions in an appropriate manner. There are certain physical skills involved (even removing and replacing an overhead projector slide has to be done the right way). Your presentation must appear to have an impact. 

In all this there is no substitute for practice which is ultimately the only way to keep improving and perfecting the good habits that make a successful presenter.

Remember, a presentation is not only one where you need to stand up in front of many people; you may also need to do a presentation for one person. But, no matter what, you need to be ready for it.

Preparing For a Presentation.
The audience

Every audience is different - ask any teacher who teaches different groups exactly the same material at the same grade! So, you need to understand your audience.
Remember that hearing is not perfect - not because there is a medical problem, but because people’s concentration wanders. and It is not possible to concentrate all the time, but a speaker who knows this and works to keep the interest of the audience, will do better than one who ignores the fact.

Even when people hear, they dilute the message as it is filtered through their existing expectations, knowledge, experience and prejudices. What this means is that new and unfamiliar ideas will need more careful presentation than those which are already well accepted.

	ACTIVITY 8

	a) Explain how our expectations, knowledge and experience affect what we hear.


The presenter
For the presenter to overcome these difficulties and to make the communication more successful, he / she must:

· look the part - this means dressing appropriately and not in what the speaker regards as fashionable.

· come across as a good presenter – if you have poor presentation skills the audience will think you lack expert knowledge as well; so an accountant with poor presentation skills will be regarded as a poor speaker and his / her accountancy skills will be also be questioned.

· be clear and interesting 
· have respect for the audience in everything - stick to timeframes, concentrate on what they will find interesting and answer questions completely, no matter how trivial or silly they may seem.

Preparation 
Before there can be a presentation, you need to be clear about the message that you are trying to get across. This is not about having a ‘magic formula’ – the key is preparation!
Knowing a presentation is well-prepared will boost any speaker’s confidence. 

Preparation does not mean starting at the beginning and writing out every word that you intend to say. If a speaker does this, it might lead to the speaker being tempted to read the text, which is not likely to make a good impression. It should be made a rule: do not write out the presentation in full and do not read it. 
So, how do you prepare? A systematic approach is suggested - moving from a presentation outline to key points to “fully fleshed" talk. The starting point is to have a clear objective.
Objectives
Often presenters do not deliver a good presentation because they do not have clear objectives. How can you even begin to plan if you do not know what you want to say?

Objectives are not what you want to say, they are what you wish to achieve - what do you want to happen AS A RESULT of your presentation? 

For example, a manager might need to address a staff meeting of some sort about a new policy. The task is almost certainly not just to ‘tell them about the policy’, more likely it is to ensure that they understand the change and how it works, that they accept the necessity for it and are able to undertake future work in a way that fits in with the new policy.

So let us take this example further. We can immediately see the talk making five points:

-
some background to the change

-
an explanation of why it is necessary (perhaps in terms of the good things or benefits that it will achieve)

-
exactly what it is and how it works

-
the effect on the individual

-
what action needs to be taken 

Your objectives should also have a clear focus on the audience: and it is more important to think about what will work for them, rather than only what you want. 

So you might regard the objectives for this module on presentations as:

-
enabling students to do presentations that will be seen as appropriate and

informative (specific)
-
ensuring (measurable) action occurs after the session 

-
being right for the chosen group, thus yielding achievable objectives

-
not just achievable – but possible and realistic, that is desirable and timed .

Potential presenters must always be able to answer questions such as:

· why am I doing this?

· what am I trying to achieve?

A point to remember...

Although a common fear is that you will not have sufficient material, more often the opposite is true and a common fault is trying to squeeze too much information into a presentation. What then happens is that you rush your delivery and your audience is very likely to miss much of what you are saying or become confused. 

This limit on quantity is particularly true of individual points – there should not be too many. There is a time limit that must be adhered to. 

So, to say it again…

Preparation is vital. You must start by making sure there is a clear objective and must proceed in a way that is:

-
systematic

-
thorough, and 

-
detailed

-
bear the type of audience (and their expectations) in mind throughout

-
create a clear vision of how the message can be delivered to the audience

Delivering the Presentation
The Audience
Remember that what matters is not only what you want to say, but what the audience expects to hear. In a presentation, the audience may receive something different and better than they expected, but they will still have expectations nonetheless. Put yourself into the shoes of an audience for a moment and consider how you may think and feel. You may be uncertain of what the entire presentation is all about and be asking…

“What am I in for?” 

“Will it be interesting?” 

“Will this be helpful to me?”

Being part of an audience, you may have other questions in mind. Audiences expect presenters to:

· know what they are talking about

· look the part

· respect the audience and acknowledge their situation and views

· link what they are saying to what the audience wants from the talk

· provide audiences with sufficient information so that they can make a considered judgement about the presentation (they will weigh it up)

· be clear about any action necessary – at the end

· make the presentation understandable, interesting and a good fit with the audience and the occasion

Audiences do not want to be: 

· confused

· blinded with science / technicalities or jargon

· ‘lost’ in the structure (or lack of it)

· talked down to

· struggling to understand inappropriate language

· making an enormous jump to relate what is said, to their circumstances

· listening to someone whose lack of preparation makes it clear that they have no respect for the audience 
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The Structure
The beginning 
Remember the old saying: first impressions last. 

The beginning must:

· act as an introduction

· state the topic and theme (maybe the reason for it and something of the content and sequence of what will follow). This is possibly your most important point and it is here that you need to “capture” the audience.

· gain the attention of the group and carry people along – and link into the middle and main section. Two things must be remembered: and the manner (confident & well-prepared) and the actual start you make (news, a question, a quotation, a story or anecdote, a fact, drama, a gesture, history, curiosity, silence, checklist)

· position the speaker in his / her (chosen) role 

· create a belief in the speaker’s expertise

· establish rapport between speaker and audience (be enthusiastic, use a compliment or two, use words that reinforce your position or competence, be careful of personal pronouns

· make the audience want to listen – hold their interest

· make the audience begin to understand and look forward to what will come next

· encourage the audience to keep an open mind

· begin to satisfy expectations

The manner of delivery, emphasis and so on clearly contribute to the effectiveness of every stage and how the message comes across. But, perhaps most important of all, the beginning sets the scene for the audience. They begin to judge how it is going in their terms. If they:

· feel it is being directed at them

· feel their specific needs are being considered and respected

· feel the speaker is engaging (establishing contact with the audience in an


attempt to understand them)

· begin to identify with what is being said (“That’s right”) 

…then you will have them with you and can proceed to the main segment of the presentation with confidence. 

The middle
This is the main part of the presentation and probably the longest. Here is the greatest need to organise the message for clarity of purpose. The key aims are to:

· put across the detail of the message

· maintain attention and interest

· do so clearly and in a manner appropriate to the audience

· if necessary, to seek acceptance and, conversely, to avoid people actively

disagreeing with what you say

Given the length and greater complexity of the middle section, it is important for it to be well ordered. This follows the simple procedure of taking one point at a time.

To maintain the interest of the audience and to make your presentation effective, rhetorical devices should be used. As discussed in the previous section, the following can be used to emphasise, dramatise and highlight your message:

- Pause

- Repetition

- rhetorical questions

- volume

- intonation

- exclamation

- analogy

Body language complements these devices and is also used to emphasise a point or create an effect. For example, someone speaking on the effects of smoking could hold up his hand to signal a “stop” and then loudly exclaim, “smoking MUST stop!”

The use of visual aids will also hold the audience’s attention. As we all know, hearing a speech and having only the speaker to look at, can be quite boring. If the audience is bored, their minds will wander.

The points of the presentation could be put onto a screen with the aid of a laptop and data projector. This way, the audience will be able to follow the points of the presentation and are more likely to remember them. The speaker also has control over the visual presentation as the slides are moved with the click of a button. The use of coloured backgrounds, different fonts, pictures and animations, also attract the interest of the audience.

To a smaller audience, simpler forms of visual aids could be used, like charts.

Hand-outs can be distributed to the audience – these would include information pertaining to the presentation and would assist the audience to follow what is being said. Compared to a visual, momentary presentation, the audience can take the hand-out home – in this way, they will remember what was said at the presentation because they have a document to refer to. 

Eye contact is essential to check if the audience’s interest is being maintained. This tells the audience that you respect them and are talking directly to them, as opposed to just delivering a message. If the audience is looking at you, they are concentrating on what you are saying.

Questions can be asked to check the audience’s understanding of what is being said. 

The audience’s response to rhetorical devices can also be judged to verify that they are still interested in the presentation and that contact is still being maintained. 

The end
Always end on a high note. As with the beginning, this needs very careful thought and preparation. 

The ending:

· acts as a summary (a logical conclusion) 

· it collects any ‘loose threads’

· addresses any questions the audience may have

· it makes clear any action now required by the audience

· it may need to link back to points (or devices) used earlier on

· may need a device with which to end


*
a question


*
a quotation


*
a story


*
an instruction / request to act

An ending that does not go well can destroy the entire presentation - this is the last that the audience will see of you and they will remember this end of the presentation.

It must be noted that the audience may ask tough questions and that is why, as a presenter, the presentation must include information that is honest and accurate. If information was gathered from other sources, references must be made to these sources. The audience’s queries and questions must be answered. If opinions are included in the presentation, it must be explained that those are the opinions of the presenter.
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Other Important Elements when Conducting Presentations
While the preparation of the CONTENT of the speech is very important, there are other areas that good presenters are also aware of. As with all skills, there are people who know - and use - these things almost instinctively. However, the rest of us can learn them very easily and, if we practice and always bear them in mind, we can be just as good as any other speaker around. Let’s take a look at these aspects…

Nerves show themselves as :

· butterflies in the stomach

· dry mouth

· not knowing where to put your hands

· fear of audience reaction


· physical muddle (dropping something)

· losing your place/point in the presentation - this is bound to happen if you try to memorise your speech

· speaking for too long or not long enough

· being asked questions you cannot answer

· being unable to speak (drying up)

To overcome nerves:

*
notes must be visible (use a large enough size of font or writing)

*
ensure they stay flat at the point you want - do not fold them when storing them as they will then curl during your speech


*
using one side of the paper allows amendment and addition if necessary


*
number the pages


*
separate different kinds of instruction and material (columns, symbols)


*
use colour and symbols to provide emphasis

Body Language
As the words suggest, BODY LANGUAGE is WHAT YOU SAY WITH YOUR BODY. Many people are accused of having an “attitude” and it is not because of WHAT they say, but rather the way that they sit or stand, the clothes that they wear and the manner in which they speak to people.

It is very important that you remember that body language differs between cultures, especially when you are addressing an audience of people from different cultures or backgrounds. You will need to be aware of these differences if you are to communicate effectively within the diverse population of South Africa.

	ACTIVITY 10

	a) Okay, so now you know how to present. But, how do you stop the nervousness that is part of doing such a presentation?

b) What do you understand about BODY LANGUAGE? Give examples from your daily life. 

c) Give examples of cultural differences with regard to body language. 
d) List any other factor - other than the content of the speech - that you think will be important in making sure that your audience attends to what you are saying and feels at the end of your presentation that you have given a good presentation.




	ACTIVITY 11

	You have been asked to address a group of young people who will be travelling overseas. They will all need to give a short presentation to people in the countries where they are going. What advice would you give them about making such presentations? Explain fully.




	2.0 MEETINGS




No matter how we feel about them personally, meetings are the lifeblood of business. For this reason, it is very important that you become fully competent in the preparation, conducting and documenting of meetings.

As with all learning, this material will be broken down into a variety of different topics. However, remember that you are attempting to gain a greater understanding of the way in which meetings work in the long run, so that you can be more effective in the meetings that you will be conducting regularly as a learner ESP – either formally or informally.
For most of us, the invitation to a meeting usually makes us feel a little frustrated as, all too often, meetings waste valuable time that could be better spent paying attention to other matters. How often have you asked what the outcome of a meeting is, to be told, “Oh to set the date for the next meeting!” Unfortunately, this is often true and those who have attended the meeting understand very little about why they are there or what the eventual outcome was meant to be.

What is a meeting?
A meeting is an assembly of two or more people in order to discuss matters of mutual interest, to decide upon them and to ensure that these decisions are implemented.

Note the words that are highlighted here; 

· Two or more people

· Matters of mutual interest

· Ensure that decisions are implemented

Should you not have an interest in the outcome of a meeting, then it is best that you not attend the meeting – there would really be no point in your being there and your input is unlikely to be constructive. The only exception here of course, would be if you are intentionally invited as a neutral, outside party to deal with issues that might become heated or if you have special expertise that could have bearing on what is being discussed in the meeting.

The words “matters of mutual interest” should alert you to the fact that meetings are usually designed to bring about a win-win situation – that the participants will gain something positive from the interaction.

Finally, “ensure that decisions are implemented” is a vital component of any meeting as there is no real purpose in holding a meeting if the decisions taken are not acted upon. 

So, a meeting is held for a reason or purpose and it is expected that there will be action at the end of it.
Why do we hold meetings?
There is enormous value in the sharing of ideas and the offering of different viewpoints that is part and parcel of a meeting. Also, it is a face-to-face communication that is more effective than many other forms of communication. 

Further, meetings promote the principle of democracy. Sometimes, the participants are given the opportunity to vote on issues of significance. Voting does not happen all the time, but issues can be unanimously agreed upon. 

Being involved in the meeting process also makes participants more alert to what is going on in the business as a whole, giving them greater insight into the workings of the organisation and so, hopefully, making them view their positions and roles in a more serious light.

Decisions taken in a meeting should have been made as a result of a vote and so the majority of those in attendance are likely to support the implementation of the decision as they have added their input to it. Meetings also foster group discussion and such discussion (when handled by the experienced and the well-prepared) can be a very powerful tool of persuasion.
Types of meetings
We need to differentiate between private and public meetings. 

· A public meeting such as a political meeting is where ordinary members of the public attend. However, no binding decisions are taken at such a meeting; information may also be distributed or an issue discussed. A strike or a celebration could both technically be termed public meetings.
· Private meetings are those at which only members are entitled to vote. In many instances, only the members are allowed to attend the meetings in the first place. When non-members are allowed to attend these meetings, they will not be allowed to vote.

Obviously there are different types of private meetings that fulfil different functions. Many organisations have weekly or monthly meetings, either with the full organisation or only with some departments present. Other than these there is the fairly formal Annual General Meeting where the Executive Committee reports back to the general meeting on the activities of the past year. Any relevant annual financial statements will also be presented to all stakeholders.

Special / Extraordinary meetings are those which are convened outside of the normal routine and these usually happen when there are urgent matters to discuss.
Who attends the meeting?
Most meetings are attended by committees. Again, there are different types of committees. 

· The Executive Committee (or standing committee) usually consists of the chairman, the deputy chairman, the secretary and usually, the treasurer (or in a company, a financial manager or accountant). One or two additional members might be included. It is usually constituted that the committee comprises an even number of members. Why do you think that this is the case?

· An ad hoc committee (or task group) is a committee that is established to accomplish a specific task or purpose. Because they have a specific goal in mind, they are temporary in nature and will disband once the task has been completed. 

[image: image25.wmf]Assessment Exercise: Fill in your ideas below, giving examples of factors that could impact negatively on the meeting:
BEFORE the meeting…

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

          DURING the meeting…

__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

AFTER the meeting…

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

Preparing for the Meeting

As with most things, careful planning will impact very positively on the outcome of a meeting. The first issue that needs to be remembered is that there has to be a REASON as to why the meeting has been convened. A meeting without a cause is dangerous, as it may simply offer those present time to think of problems and issues that would have otherwise not been raised.

So, what we need to do is:

“ensure that the appropriate people are invited with adequate notice and that all conditions are conducive to productivity”

How do we achieve this?

Well, before we even think about the notice of a meeting, we need to think about the logistics of the meeting. 

1.  Preparing logistically
There can be nothing more annoying than arriving for a meeting to find that people are unsure as to where the meeting will be held, or chairs and tables have to be hastily re-arranged.

Avoid this by making sure that the venue is identified and suitably arranged by the time the first participants start arriving. 

Establish beforehand if there are any audio-visual requirements and what layout of the chairs and tables will be most suitable for the type of meeting being convened. 

	ACTIVITY 12

	a) Take a moment to think about the meetings that you have attended and then jot down what you feel makes a meeting successful or unsuccessful.
b) List such private meetings that are held by DoL and then state what the PURPOSE is for each.
c) Can you think of HOW the layout of tables and the venue will impact on what takes place in the meeting?


Depending on the chosen location for the meeting, it might be necessary to arrange parking for participants.

It is almost inevitable that there will be people who arrive without pen and paper, so it is advisable to ensure that there is a supply of these items on hand.

Should the meeting be scheduled to take place over an extended period or at lunch time, then it could be necessary to make arrangements for refreshments.

These logistical arrangements are usually taken care of by the chairperson’s secretary. However, in a small company or organisation, this could fall to any member of the committee to organise (possibly even on a rotational basis).
2.  Other Preparations 
· Again, make sure that there is a reason for holding the meeting

· Ensure that the chairperson has been identified and informed

· Identify and invite the relevant participants – make sure that the people who need to be there are there on the day. There is no point in calling a meeting if the decision-makers cannot be present! This is a total waste of time.

· Ensure as far as possible, that the majority of the participants are able to attend on the date and at the set time. For this to happen you need to make sure that you inform all of the meeting well ahead of time! The day before the meeting is not sufficient time.
· Make clear start and end times for the meeting – a meeting without a stipulated end time will tend to run on for a long time and accomplish little more than would have been achieved in a set time period

· Communicate the final time, date and venue to all participants

· Ask participants to acknowledge receipt of invitation and response so as to ensure that the meeting is held with the correct quorum present (number of people required for the meeting to be held)

· Call for input into the agenda from participants

· Set the agenda

· Circulate the agenda

· Should there be anything that people are required to read in preparation for the meeting, make sure that this too is circulated with the minutes

· Remember that the meeting needs to be convened by a person with the authority to do so

As with most things, planning is the key to successful meetings

	ACTIVITY 13

	1) Explain briefly why an agenda should be circulated before a meeting.

2) Do you agree that the layout of a venue can impact on a meeting? Support  your response.

3) How would you suggest that one limits the length of a meeting?


Agenda


Assessment Exercise: What is an agenda?
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
This is simply a list of business items to be discussed at the meeting. 

This agenda should be:

· Short 

· Clear

· Specific

· Unambiguous

Remember that people who need to be at the meeting will need to prepare for it and so they need to understand what is going to be discussed. There needs to be sufficient detail given to participants, so that they can prepare adequately and participate meaningfully.

Although agendas may vary from one organisation to the next, there is usually a certain order of events that will be followed. Obviously, not all of the items will appear on every agenda as meetings vary greatly.

Order of events for an agenda…

1. Opening and welcome by chairperson

2. Attendance register (usually circulated for all present to sign) and apologies

3. Minutes of previous meeting (reading, approval and confirmation)

4. Matters arising from the previous minutes

5. New Business – which could include:

a. Correspondence

b. Motions that have been given

c. Reports from chairperson, committees and financials

d. Election of officers (if an A.G.M.)

e. Appointment of auditors (if appropriate)

f. Determination of auditor’s fees

6. General – this is where items not included on the agenda can be raised. However, if these constitute major issues, then it is likely that they will be carried forward to the next meeting allowing participants to prepare adequately.

7. Date of next meeting

8. Closing

An example of an Agenda

NOTICE IS HEREBY GIVEN THAT A MEETING BETWEEN THE… (e.g. PSC for..) CONSISTING MEMBERS FROM …, WILL BE HELD ON THE (DATE) AT (VENUE) FROM … to …

AGENDA

1.
Welcome

2.

3.

4.

5.

6. 
Closure

3.  Conducting the Meeting

We all know what it is like when a group of people get together – particularly those with a common interest or with issues that require resolution. Such gatherings can deteriorate into havoc with little constructive discussion taking place. This is the reason why meetings require control and this task generally falls to the chairperson.

3.1. The role of the Chairperson

This role will obviously change from one organisation or type of meeting to the next. However, in all instances, the chairperson...

“must ensure that the objectives of the meeting are achieved by covering the agenda items, promote participation of the members and stay within the allotted time allowed for the meeting”
To ensure that these objectives are achieved, the chairperson will need to make sure that the matters on the agenda are discussed and decisions are made concerning these matters. 

Most often, these decisions include giving instructions to specific people to make certain arrangements (carry out certain instructions or actions) by a specified date. 

The chairperson will control the meeting, so that all who wish to contribute are heard on points of importance and no single person monopolises the meeting. 

Also, the chairperson will ensure that the participants adhere to the points on the agenda and will take control when the discussion appears to be moving away from the issue at hand.
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3.2. Managing conflict in a meeting

Again, this is one of the roles of the chairperson who needs to be a fairly strong individual to deal with such matters.

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Overcoming/containing Conflict
How to handle conflict in any situation depends on:

· The depth of the conflict – is it simply a disagreement or is it 

a deep-rooted difference?

· Who is involved in the conflict?

· What is the reason for the conflict?

Whatever, the reasons and issues of the conflict, every attempt must be made to create a win-win situation where all parties feel that they have been heard and that their best interests have been served.

Despite the fact that conflict might take control of the meeting, it is often very difficult to pinpoint exactly what has caused the conflict. It is often the case that those directly involved in the situation are unaware of the depth of the problem or even that the problem exists. There are times when the two conflicting parties themselves disagree on exactly what has caused the disagreement.

Sometimes one, or even both - will deny that it exists at all.

One of the main problems with the analysis of conflict is that it is a multi-layered phenomenon and so there are likely to be different layers that need to be uncovered before it is possible to get to the root causes.

Likely causes….

· Misunderstandings

· Differences in values and beliefs

· Differences in interest

· Inter-personal differences

· Feelings and emotions
What should now be very clear is that rational argument and logical thinking may have very little positive impact when conflict is layered in this way.

The rules for creating a conflict-free climate

· Respect other people and treat them as you would like to be treated.

· Offer criticism in a constructive and sensitive manner

· Put yourself in the other person’s shoes and think about how they are feeling

· Do not assume that you know how other people think or feel concerning important issues – check with them before you act.

· Before making decisions that will affect others, think seriously about including them in the process.

· Encourage people and yourself to work collaboratively and to deal with healthy conflict in a sensible and mature manner.

· Do not make, encourage or condone personal attacks on other people – either in public or behind their backs.

· Look for ways in which both parties can walk away from a dispute with dignity.

Thoughts to ponder…

“He has a right to criticise who has a heart to help” - Abraham Lincoln

“Any fool can criticise - and many of them do.” - Archbishop C. Garbett


4.  Follow-up on a meeting

As we have already stated, the purpose of a meeting is to make decisions on matters of importance. However, a decision taken is worthless unless the decision is acted upon.

The importance of the minutes of a meeting…

Firstly, it must be remembered that the minutes of a meeting are evidence of decisions taken and can be used for legal purposes. This is why minutes should be factually correct. They also serve as a reminder to those present of what is expected of each of them in terms of any action that might be required.

“minutes should keep an accurate record of the meeting, serve as a tool to monitor progress on action required by the meeting, remind participants of process and decisions, be a record for those members who were unable to be present and finally, they are historical and legal records”

What makes good minutes good?

	ACTIVITY 14

	a) The reasons why conflict might arise in a meeting are many and varied. List a few that you can think of…

b) Suggest what you think should be included in minutes to make them “good” minutes.


What the experts say…
When minuting a meeting, the following details need to be remembered:

· Matters should be minuted in the same order in which they appeared on the agenda.

Proposals, or ideas put forward at meetings are called motions. In order to make a decision on whether or not to accept or reject the motion, the participants will vote and, if the decision is accepted, it is then a resolution. 

These are words that must be used when a meeting is minuted.

When a resolution is minuted, the following information needs to be noted:

· what is the motion and what action needs to be taken

· the reason why the motion has been proposed

· if the motion was accepted, then who is responsible for implementing the decision and by what date or deadline

· if the motion was rejected, a brief reason as to why this was the case
· The number of members who attended needs to be noted.

· The time at which the meeting was concluded also needs to be noted.

· Minutes should be written in the third person – “it was decided that” or “members decided that” - NOT “he” or “she” or “we”. Remember that the minutes do not reflect the names of members as resolutions are not accepted or rejected by an individual but rather by all those present in the meeting.

· Use the past tense as minutes are a reflection of what has happened.

· Minutes, once completed should be reviewed by the chairperson, revised if necessary and then signed off by the chairperson.

· Once minutes have been signed, they need to be circulated as quickly as possible so that the actions can be taken as decided upon by the meeting.

Here is an example…

MINUTES OF THE … MEETING BETWEEN THE… (e.g. PSC for), CONSISTING MEMBERS FROM … & …., THAT WAS HELD ON THE (DATE) AT (VENUE) FROM … to …









	SUBJECT
	DISCUSSION
	ACTION REQUIRED
	BY
	DATE

	Welcome
	(Name) who chaired the meeting and welcomed those present. 
	
	
	

	Present
	The following persons attended the meeting:

On behalf of the (Name)

Name       Designation

On behalf of (Company or organisation)

On behalf of the:

Apologies were received from:
	
	
	

	Approval of the

minutes of the

previous 

meeting
	The minutes of the meeting held on (date) at (place) were approved as a true reflection of the proceedings following corrections:

Page 3; point 4.6; second sentence: “… discuss the rationale of the …” 


	
	
	

	Matters addressed:
	
	

	1


	
	
	
	

	2


	
	
	
	

	3


	
	
	
	

	4


	
	
	
	

	5


	
	
	
	

	
	
	
	
	

	General


	
	
	
	

	Date of next 

meeting 
	The next meeting of the … is scheduled for (time) at the (venue)
	
	
	


MINUTES SIGNED OFF BY:

Chairperson:  _____________________________________

Date:  ____________________________________

As a participant, how can YOU help to ensure a positive outcome of the meeting?

If you have to attend a meeting, then you too are responsible for the positive outcome thereof. It is not enough to expect the chairperson to assume total control and responsibility.

Things YOU can do…

· Be prepared – read the minutes and any other material circulated before the meeting
· Be punctual – it is a mark of disrespect to others if you arrive late
· If you are unable to attend a meeting but have previously been given a task to do, make sure that you submit a written report outlining what you have done
· Speak or respond through the chairperson
· Avoid just talking for the sake of being heard – if you support a motion say so but do not restate all the information already given
· Listen to and respect, the opinions of others
· Try to avoid “sitting on the fence” – this prevents progress
· Accepted defeat gracefully if your point is not accepted by the majority
· Avoid personalising issues – discuss topics or issues NOT people
· Be constructive and positive
· When matters are discussed that are emotive and sensitive, try to keep calm and ensure that your remarks are professional, civil and in the best interest of the meeting.
· Respect confidential information and discussions
· Make sure that all relevant information is passed on to the people who you are representing.
	ACTIVITY 15

	Select a topic from the suggested list below:
a) Discrimination in and empowerment of the work force

b) Has the market for entrepreneurs reached saturation point?

c) The difficulty of accessing finance for emerging entrepreneurs
The assessment below requires role-play. Conduct a meeting or complete the necessary documentation. In your groups, participate in one of the following:
Draft notice and agenda

Simulate the meeting in class and bring it to a successful conclusion.

Write up of minutes of the meeting.

At the outset, decide who will perform which functions in your group.




	DEBATES




DEBATES help to clarify different positions on a controversial issue. They usually involve two or several small groups who plan and present arguments on different sides of an issue, which may, or may not represent their personal views. Debates develop logic, understanding of an issue and listening and speaking skills. Ideally a debate concludes with all participants being able to vote for or against the proposition and discuss their positions. 

Formal Debates: Usually some version of formal debating techniques are used, including a proposition, preparation of positions, statements and rebuttals, summaries and voting. 

Informal Debates: Informal debates can take many forms. Sometimes participants are asked to take a stand on an issue and then explain their position. The two groups prepare their arguments with each person in the group making one point for that side. The two sides present their arguments in turn, with all participants speaking.  

Communication is important when debating, as it involves speaking, listening, evaluating and presenting your views to an audience. The aim of debating is to convince the audience that you are correct. 

In formal debating, the following terms will be used:
Proposition - 


This is the statement / topic being debated. It is stated 

affirmatively, for example, “Cats are better than dogs”.

Affirmative - 


The side in the debate that supports the proposition.

Negative - 

The side in the debate that does not support the 

proposition.

Counter/Clash/Rebuttal -
Disputing any statements made by your opposition.

Argument - 


The pieces of evidence that you use to defend your side of the debate.
Procedure for Conducting a Debate
1.
The proposition statement is given to the debating teams.

2.
The affirmative and negative teams are formed. 

· The affirmative team’s job is to prove how and why the statement is true. 

· The negative team has to prove how and why the statement is untrue.

· Each team should choose their first speaker, second speaker and

third speaker.

3.
The topic must be researched. 

It is important to thoroughly research the topic as this will provide evidence for both the affirmative and negative arguments. Statistical information, quotations, references and current affairs should be obtained to form a more factual and logical argument.

4. 
Once all the information has been gathered, each team has to brainstorm and form their arguments. 


The team must then decide who will present which argument. Arguments should be ranked in order of strength – the strongest argument can be stated at the beginning to make a good first impression and make an impact on the audience. However, some people feel that the strongest argument should be stated by the last speaker to create a more powerful effect at the end. 

Besides forming their own arguments, team members should also think about the arguments that the other team may use. In this way, the team can come up with points to counter the other team’s possible arguments and thus be better prepared for the debate. These points are called “rebuttal points”. 

5. 
Arguments must be written down in point form. The aim is not for speakers to write down, memorise and deliver a speech. The aim is to persuade the audience with body language, eye contact, sound arguments and good rebuttals.

Each speaker must write down his / her points on a cue card and practice for the debate. 

Presenting a Debate


Both debating teams should face the audience as they sit at tables, on opposite sides. The chairperson / adjudicator and timekeeper sit between the teams, also facing the audience. Judges are present. 
1. The chairperson announces the topic, introduces the debaters and judges and explains the time limits. 

The timekeeper keeps track of the time allocated to each speaker. When a speaker is delivering his / her argument, the timekeeper will ring a bell one minute before the speaker is due to finish. This tells the speaker that he / she has to wrap up the argument. The timekeeper will ring the bell again when the time limit is up. 
2. The First Affirmative introduces the topic, defines any terms and outlines his / her team’s supporting points / arguments (usually three). Then he / she usually presents the first point and begins to present the second point. 

A good way to begin is with, "Mr. Chairman, Ms. Timekeeper, Honourable Judges, Worthy Opponents, we are here to debate …”

3. The First Negative counters the points of the First Affirmative and then outlines his / her team’s supporting points/arguments as to why they do not agree with the topic. 

4. The Second Affirmative counters the points of the First Negative and then reviews the statements of the First Affirmative. He / she then fleshes out the rest of the team’s points. 

5. The Second Negative counters and then reviews the statements of the First Negative. He / she then fleshes out the rest of the team’s points. 

6. Question Period 

7. The First Negative summarises rebuttals, reiterates the team’s arguments against the topic and does his / her best to use this last chance to persuade the audience and judges. This can also be done by a Third Negative. 

8. The First Affirmative summarises rebuttals, reiterates the team’s arguments for the topic and does his / her best to use this last chance to persuade the audience and judges. This can also be done by a Third Affirmative.

9. The judges individually decide points and winners. No one is allowed to speak to the judges at this time. The Chairperson then tabulates the final decision. 

10. The Chairperson announces the judges’ decision. 

Debating Etiquette 

- The chairperson must be obeyed at all times and all comments are addressed to him / her.

- The timekeeper must be respected.

- Speakers should not refer to their team members by name, but rather as “my colleague”.

- Speakers must communicate with confidence, but must not display an arrogant attitude. They should be poised, friendly and courteous. Even in a heated clash, they should never stoop to sarcasm or shouting. They may be sincerely excited, but they should stay in control. 

- Speakers must be sensitive to the values, beliefs and cultures of other speakers. Remember, the debate is about the topic, not the person.

- Speakers must be patient and understanding towards those who cannot communicate effectively. Not everyone is a dynamic and powerful speaker and this should be borne in mind when other speakers are nervous or are experiencing difficulty in expressing themselves. Try to evaluate what they are saying (the message), rather than how they are saying it. 

· When debaters speak, they should rise and stand behind their table or in front of a podium if one is available. They should maintain an alert posture and avoid leaning on the table.

· After the debate is finished, members of the two teams should shake hands.

The advantages and Disadvantages of Debates:
Advantages:

· Debating can stimulate thought development 

· Debaters are encouraged to articulate their points of view 

· Debating encourages a sense of co-operation among team-mates 

· Debating stimulates convergent thinking, which can be both good and bad
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Disadvantages:

· Debating can discourage divergent thinking. In other words, it can 
discourage team members from looking for alternative ideas and opinions 

· Debating creates a win-at-all-costs situation – some team members may 
take this too personally and behave unprofessionally towards the other team  

· Debating may encourage competition over co-operation. 

· Debating can be intimidating 

· Debaters may focus too much on the delivery of the argument, rather than 
the content of the argument

[image: image3.wmf]
	ACTIVITY 16

	At the labour centre, you notice that employee morale is low. You think that team building exercises, like going on a company trip, can help to solve this problem

Your colleague disagrees – he feels that team building exercises are useless and expensive and that employees should motivate themselves.

Your supervisor is willing to listen to both your arguments and take action accordingly. She provides you and your colleague with this proposition statement, “Team Building Exercises improve employee morale and are thus beneficial to the organisation”.

1. Prepare an argument FOR team building exercises. 

Hint – state why it is important; its benefits; how it impacts on employee morale; how it impacts on the employer and the workplace

2. What possible arguments could your colleague use to disprove the proposition statement? 




	NEGOTIATION




What is Negotiation?
It is a process used to resolve conflict. During this process, people or groups of people discuss issues, resolve disputes and agree upon courses of action that are beneficial to both sides. 

Negotiations, for example, might be required for labour disputes between workers and management, or even family conflicts. Negotiations differ from debates in that the result is not a "winning side" but a settlement that both sides can accept. 

In negotiations, both sides must want to come together and search for solutions.

We dealt with conflict in the previous section. As you know, it is inevitable and happens for various reasons. It can occur between you and your boss, spouse, colleagues, friends, subordinates or even strangers. Resolving conflict through negotiation is very important as it will assist you to progress and achieve success in both your career and personal life. 

Negotiation is a skill that you will use often, because of the many conflicts arising from this modern, diverse and complex world we live in. 

Conducting Negotiations 
The aim of most negotiations is to achieve a win-win situation where both sides eventually benefit. This is also referred to as collaborative negotiations (collaboration means to work together). This type of negotiation is important because in most situations, we need to satisfy ourselves and the other person we are in conflict with, because we need an on-going relationship with that person. 

However, the other type of negotiation can result in a win-lose situation where only one side benefits. This is called Competitive negotiation. This occurs when the needs of the other person are not important to you. For example, when you buy a car, you want to bargain for the best price possible. You will not be concerned about how much profit the salesperson wants to make. 

This approach can have a negative effect on your professional or personal life if you want to have an ongoing relationship with that person. Collaborative negotiations must always take place to ensure a win-win situation. If all else fails, competitive negotiations must be used as a last resort. 

Collaborative Negotiation Process (win-win approach)
1. Orient yourself towards a win-win approach: your attitude going into negotiation plays a huge role in the outcome 

Plan and have a concrete strategy...be clear on what is important to you and why it is important 

2. Know your BATNA (Best Alternative to a Negotiated Alternative) 

3. Separate people from the problem 

4. Find underlying interests

5. Define Objectives

6. Generate a variety of possibilities before deciding what to do 

7. Consider the other important factors to negotiation (i.e. communication; personalities; time constraints; past interaction; physical space; cultural diversity and ethics)

1. Orient yourself towards a win-win approach: 

How you approach a negotiation will play a key role in how the negotiation proceeds. You have a much better chance of coming to a mutually beneficial outcome if you approach the negotiation with this in mind. It is important to constantly reinforce your interest in the other side's concerns and your determination to find a mutually satisfactory resolution. Even in what appears to be win-lose situations, try to change it to a win-win situation.

2. Plan: Do some thinking ahead of time

Before the negotiation, it is helpful to plan. Know whether you are in a win-win or win-lose situation. Be sure of your goals, positions and underlying interests. Try to figure out the best resolution you can expect, what is a fair and reasonable deal and what is a minimally acceptable deal. What information do you have and what do you need. What are your competitive advantages and disadvantages? What are the other's advantages and disadvantages? Give some thought to your strategy.

It is very important to be clear on what is important to you. Be clear about your real goals and real issues and try to figure out the other person's real goals and issues. Too many negotiations fail because people are so worried about being taken advantage of that they forget their needs. 

Equally important is to be clear and communicate why your goals, issues and objectives are important to you. The other side needs to know why issues are important to you, not just that they are important.

It is important to know your competitive advantage - your strongest points. Also you need to know the other side’s strong points. Similarly, know your weaknesses and the other's weaknesses.

In most conflict resolution or negotiation situations you will have a continuing relationship with the other person so it is important to leave the situation with both sides feeling they have "won" in some way. It is very important that the other person doesn't feel that he or she "lost." When the other person loses, the results are often lack of commitment to the agreement or even worse, retaliation. 
3. Know Your BATNA (Best Alternative to a Negotiated Agreement) 
BATNA can also be referred to as “reservation” or “walk-away”. This is the course of action you would take if you do not reach an agreement. 

If you are negotiating over salary, your alternatives might include a specific job elsewhere, a longer job search, or remaining at your current job. This is important because the negotiation needs to aim to match or do better than your BATNA. 

Determining your BATNA or “walk-away” is not always easy. In simple negotiations, there may be just one issue but often negotiations involve multiple issues making the determination of BATNA's even more difficult.

4. Separate People from the Problem
It is critical to address problems, not personalities and avoid the tendency to attack your opponent personally. If the other person feels threatened, he defends his self‑esteem and makes dealing with the real problem more difficult. 

If your opponent attacks you personally, do not get emotional – remain calm and try to understand the problem. Make it clear that the conflict is about the issues concerned and is not personal

5. Find Underlying Interests
It is important to find out what the other person’s interests or goals are. This may be vaguely stated or not fully explained. Through probing questions and exchanging information, you can find out what the common interests and goals of both sides are and how best to reach them. You can also find out what are the differences between the sides and try to minimise them. By doing this, you can achieve a win‑win situation OR turn a win-lose situation into a win-win. 

A key part in finding common interests is problem identification. The problem must be defined and discussed in a way that is mutually acceptable. It must not seem to be a personal issue as the other person will become defensive. For example, a learner negotiating a problem with a facilitator is likely to be more effective by defining the problem as "I need to understand this material better" rather than "You're not teaching the material very well." 6. 

Define objectives

Set objectives and base negotiation decisions on these. Do not make decisions based on emotions or pressure. 

7. Generate a variety of possibilities before deciding what to do
As mentioned above, negotiation should best result in a win-win situation. In order to achieve this, options acceptable to both sides should be reviewed and discussed. In this way, both sides can reach a happy medium. These options may not necessarily be the goals that both sides initially set out to achieve.

8. Other important factors in negotiation

Communication: Good communication skills are critical for negotiations although they can be forgotten during “the heat of battle”. Therefore, avoid interrupting the other person and be a good listener – focus on what is being said, ask questions to make sure you understand and restate the other person’s position to ensure that you have heard correctly. 

Subtle verbal and body language can make a difference in how your negotiation proceeds. Use the word "and" instead of "but." This helps to send the signal that you are interested in the other party and are seeking common ground. Constantly emphasise your interest in the other side's concerns and your determination to find a mutually beneficial solution.

Be careful about using the phone, e-mail and other non-visual communication systems. A lack of facial expressions, vocal intonation and personal interaction can result in a negotiation breakdown. 

Personalities: Be conscious of your personality and the personality of the other person/side. For example, if the person is normally defensive you must be prepared to state at the beginning and during the negotiation that the communication taking place is not personal, but about the issues being discussed. 

Cultural diversity: Be sensitive to the beliefs, values and culture of the other person. By disrespecting these aspects, negotiations are more likely to result in a win-lose situation. However, if these aspects are taken into account, the person will understand that you also have their interests at heart and work towards a win-win situation. 

Be aware that misunderstandings during negotiations can occur unintentionally between people of different backgrounds. That is why it is important to consider these issues before negotiations begin. For example, in some South African cultures, looking an older person directly in the eye is a sign of disrespect. 

Physical space: Ensure that both parties are comfortable and do not feel intimidated. 

Past interaction: if there is a history of conflict resolution with this person, think about how this history might affect the upcoming negotiationTime constraints: Think about whether there will be enough time to negotiate and resolve issues. You may have to factor in more time if need be. 

Ethics: Negotiations should not involve dishonesty, false claims, bribes, stealing of information or threats. Although the negotiator may at times choose when to reveal certain facts, he / she must not lie about them. It a person lies during negotiations, they lose their credibility – people will not trust him / her. This will damage relationships and hinder the progress of the negotiations. 
Changing a win-lose situation to a win-win situation
During negotiations, both parties must try to achieve a win-win situation. However, at times, situations may arise where only one side wants to achieve a win-win situation and the other side wants a win-lose situation. The other side / person does not realise that it would be in his / her best interest to work together with the opposing side to achieve a mutually beneficial solution.

In this situation conflict can escalate; people can become angry, hostile and frustrated; communication is broken down; and the discussions lose their focus. Even if one side is willing to compromise, the hostile environment prevents agreements being made.

It then becomes necessary to open lines of communication to try and increase trust and co-operation. Some techniques to change a win-lose situation to a win-win situation are:

· reduce tension through humour, let the other "vent," - acknowledge the other party's views, 

· increase the accuracy of communication; listen hard in the middle of conflict; rephrase the other's comments to make sure you heard them correctly; ask questions to increase your understanding

· control issues: search for ways to slice the large issue into smaller pieces. This makes it easier to deal with.

· do not personalise the conflict--separate the issues from the people 

· establish commonalities: since conflict tends to magnify perceived differences and minimise similarities, look for greater common goals (we are in this together)

· focus less on your position and more on a clear understanding of the other's needs to figure out ways to move toward them – be flexible

· discuss possible solutions; refine their demand; sweeten the offer; emphasise the positives 

"Be unconditionally constructive. Approach a negotiation with this-- ‘I accept you as an equal negotiating partner; I respect your right to differ; I will be receptive.' Some criticise my approach as being too soft. But negotiating by these principles is a sign of strength. -  R. Fisher, Getting to Yes

Competitive Negotiation
If all else fails and only one side stands to benefit from the negotiation, a win-lose situation will occur. There will be negative consequences and it may damage ongoing relationships, however, both sides must leave the negotiation feeling that the outcome was the best that they could achieve under the circumstance. 

The goal of a competitive bargaining situation is to win as much as you can over the other side. To do this, you will need to:

influence the other person's belief in what is possible – try to make them see things from your point of view

learn as much as possible about the other person's position especially with regard to minimum they expect to achieve.

try to convince the other side that they will not be able to achieve their goals. 

promote your own objectives as desirable, necessary, ethical, or even inevitable. 
	Types of Negotiators
the aggressive
Unsettles the other side by making bad or hurtful remarks about their previous performance, unreasonable, tries to lower the other person’s esteem.

the long pauser 

Listens to the other side but does not answer immediately; appears to give proposals considerable thought with long silences; hopes the silence will get the other side to reveal more information.

the mocking negotiator 

Mocks and sneers the other side’s proposal to get them so upset that they will say something they may regret later. 

the interrogator 

Reviews the proposals and asks many questions – tries to make the other side feel that they did not do their homework; challenges answers in a confronting manner and asks the opposition to explain further what they mean. 

the cloak of reasonableness 

Appears to be reasonable while making impossible demands for the purpose of winning the friendship and confidence of the others. 

divide and conquer 

Creates internal conflict between members of the other side. This makes the opposition pay more attention to their own internal disagreements.

the "act dumb" negotiator 

Pretends not to understand what the other side wants. They have to explain their proposal over and over again and in this way, they reveal more information to this negotiator to use against them. 


	ACTIVITY 17

	a) Just as you get various types of personalities, there are various types of negotiators. Look at the techniques used by these negotiators. Do you think that these negotiators would achieve win-win or win-lose results? Why?

b) Provide and example of when you had to negotiate for something that you wanted.

c) How did you negotiate? What was the result? Was it a win-win or win-lose  situation?




Here are 3 negotiating styles. Negotiators must always engage in PRINCIPLED negotiations.

	Soft


friends
goals: agreement

make concessions


be soft on people


trust others


change positions easily

make offers


disclose bottom line


accept one sided loss
search for acceptable answer

insist on agreement


try to avoid contest of wills

yield to pressure


	Hard


adversaries
goal: victory

demand concessions


be hard on problems & people

distrust others 

will not change position


make threats


mislead


demand one sided gain
search for one answer that you want

insist on your position


try to win contest of wills

apply pressure
	Principled


problem solvers
goal: wise outcome, mutually beneficially

separate people from problem

be soft on people, hard on problems

proceed independent of trust

focus on interests not positions


explore interests


avoid having bottom line


invent options for mutual gain
develop multiple options 

insist on objective criteria


try to reach result based on standards

yield to principle not pressure


Conclusion
Communication does not only refer to talking or writing to a friend / colleague. As you’ve learned from the above section, people come together and communicate in various ways. 

A presentation can be done to inform people about something; meetings can be held to discuss issues; debates are used to argue viewpoints on an issue; and negotiations can take place to resolve conflict and / or maintain good relationships. 

When conducting any of the above, proper planning and preparation is required to deliver your message and make decisions. The audience / people involved must be taken into account and their culture and backgrounds must be respected. 
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Also, the way you act and communicate must be clear and coherent so that the message is understood. 

Knowing how to conduct meetings, debates, presentations and negotiations is important as you will require these skills to persuade and inform people, make decisions and resolve conflict, so that you can achieve your personal and career goals. 

You may already be doing these informally (e.g. with friends and family) but it would be a good idea to practice these in a formal context so that when the time comes, you will be able to communicate and conduct meetings, debates, presentations and negotiations in a professional and expert manner. 
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